ROQ

Return on Quality

Customer Satisfaction Management

BUS Identifies Customer Issues

BUS Division’s Voice of the Customer (VOC) initiative has enabled
identification of key service issues for Business Teams across the
Laboratory. VOC interviews have been conducted in 21 of the 26
organizations served by Business Teams. A simplified “house of
guality” analysis is used to map customers with key service issues.

Key =———0me—m———= — —
service b 3 e
. [rrr ——
= £ - .
ISSUES 3 . MARHENE A i I : M
0 BR8] sl e el R | Hilr
i HHENHHERRHEREE HHARHEAHAHE Eeielel 3 | Jsfe Blelilz(g |2 : HENE 8
HHH ,Egﬂgig ggg‘s§ ggggif HHEHEEE U EHERE R AR HREE i ] i AR
HHEH AHEHEHHEARHE O R R A AR HR R R E R AR A P R R AP
HHE HHBHEHHEEBBHE HHH z HHHE HHAHHEE £ HHHN g .gﬁ k] f
i HHEHEEEBEREE AR RS HEH R EHHHHE R E R HARHE R
HHE HUHHEEE HHHHHHRHHHHSHEEHEHEEHHEEH SR B Bigggf HHHEHLH
HHE HHHEHHHE d‘gssgéﬁigg; HHEHHEHHHHEE B HEHE Bk RHH N BHHAE
_ I ST e e e el e e [ e e e el e e e e el e el e e [l e e e[ e e [T T
ﬂ:‘: BREEEE & o EEAD O
= BEENEE 5 B o P o
B . il
Customer 1o s
. . ™ o EEE = &) o OE
OI’g&ﬂIZ&tIOﬂSl = G
= T]x
= wols -
5 g 0 T +[7[®
‘ =1 i 7
i I Y S W S R 5 5 T 5
o 5 D EOOEOEOED 5
: e %! = 2 :
i E & v[®
|‘x’ : % o0 olala] Jo| [0 v;w:
[wawmn | E= P E R = F
[~ EERFEFEEFE Eep—
21 o el e 0 e e v i
5K &

BUS Division Quality Support Office
potp@lanl.gov
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